Help  Desks  Under  Pressure:  Today’s  IT  support  teams  are  woefully  understaffed 
and  overworked.  But  wHI  they  be  rewarded  when  the  economy  pkdis  up?  page  34 
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In  P&G’s  massive 
outsourcing  deal  with 
HP,  executive-level 
communication  is 
imperative,  page  iz 

Budget  cuts  prompt 
IT  managers  to  take 
a  closer  look  at  cloud 
computing  options. 
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THE  GRILL;  Meet  a  CIO 
who  moved  16,000 
workers  to  Google 
Apps  -  and  turned  off 
Microsoft  Exchange. 


‘Bring  your  own  PC’ 
policies  need  careful 
vetting,  page  ao 


At  least  one  employer 
hasn’t  slowed  its 
hiring:  the  U.S. 
government,  page  44 
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E-mail  seems  like  a 
technology  in  decline, 
but  Microsoft  and 
Ooogle  have  other 
ideas,  page  32 
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The  world  s  most  widely 
is  now  available  in  the 


used  software, 
cloud.  WeVe 


Find  out  more  at  mioosoftaNn/cloud 


ESET  NOD32  Antivirus  4 

Fast,  Effective,  Proactive,  Antivirus  and  Antispyware 


Our  award-winning  proactive  threat-detection  technology  delivers  the  most  effettive  proteaion 
from  viruses,  spyware,  and  other  internet  threats.  ESET  software  blocks  most  threats  the  moment 
they  are  released,  avoiding  detettion  latency  common  to  competing  products.  And  with  super-fast, 
super-easy  operation,  we  keep  your  users  productive,  and  your  help-desk  load  down. 


Conflicted  feelings  are  common  when  big 
tech  projects  go  awry.  Group  hug.  anyone? 


Here  Come  Umn’s  iPad  Ckmes 

Tlien^«««Missl]iizzwllhtalkofApple’siPad.whidi 
iauichesA|xil3.BiitSiMmJ.VaiiiHNUi-Nichali 
plans  to  waH  for  cheaper,  open-source  alteniatfves. 
blogsxoniputerworMxoin/node/15742 

Microsoft’s  Embrace  of  the  CkNid  b  Not 
As  Whobhearted  as  Ballmer  Claims 

Stove  Bafcner  is  heavily  promoting  MiciDSoft's 
support  of  doud  computing.  But  Preston  Orala 
says  Microsoft  hasn't  truly  embraced  the  doud, 
as  its  upcoming  release  of  Office  2010  reveals. 
blogs.coniputerworld.com/node/15702 

I  Wairt  a  Mac  MM  on  Steroids 

The  Mac  Mini  is  Apple’s  most  affordable  desktop 


Maybe  Users  Aren't  So  Funny  After  Al 

OPBftON;  Kennelh  van  Wyk  says  IT  security  pros  need  to  do 
things  dHtorentty  and  stop  espeetbig  every  user  to  be  a  security 
expert  caniputetwDrid.cam/a/article/9171458 

Moving  to  the  Cbiid: 

Big  Savings,  but  Plan  Ahead 

Sure,  savings  are  possMe,  but  you  have  to 
thkik  about  efficiently  migreting  data  to  the 

avoiding  softv^  licensing  snafus,  among 
other  things.  eoniputerworM.eom/s/article/B170678 

Underrated  Computing  Threab 
You  Noed  to  Know  About 

Think  your  PC  is  complelely  protected?  Not  necessarVy.  There 
are  some  hidden  dangers  thd  you  might  not  have  thou^  of. 


IT  Gives  Windows  7 
The  Green  Light 

\A/irtrH/MA«-7  ***“*»<<lnil*P»«'Vlsta,organiza- 
winaows/  tkmsarereadytocommittoMicro- 
soft's  new  OS.  Major  rollouts  are  ptarmed  for  this  year. 
eoniputorwotU.cani/s/ar1id«/9165279 


Appb’s  Mac  MM  Server 


It's  biexpansiva  and  easy  to  set  up  and  us 


cvorynung  h^u 

Kaep  up  wMh  the  latest  on  Apple's  tabIsL 


USB  3.0:  The  New  Speed  Limit 

The  first  devices  using  USB  3.0's  SuperSpeed  spec  are  now  hit¬ 
ting  the  rnatkeL  We  try  out  a  few  to  see  how  fast  they  realy  are. 
coniputerworldxom/«/artich|/9162399 
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Find  us  on  your  favorite  social  networks: 
facebook.com/Computsrvyortd 
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America  is  really  the  land  of  opportunities. 


GARTNER  OUTSOURCING 
SUMMIT  LATIN  AMERICA 

BRASSCOM  GLOBAL  IT  FORUM 


Brasil 


8-10  June  2010  Sao  Paulo,  Brazil 


You  are  our  special  guest  to 
Latin  America's  major  FT  event. 


'  BRASSCOM 
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Certifications  Are 
No  Longer  Optional 


Unfortunately,  Bart  Perkins'  article 
is  correct:  Eventually,  “certified” 
will  be  synonymous  with  “em¬ 
ployable.”  The  reason  is  pure  and 
simple:  the  HR  department.  Which 
department  creates  impossible 
job  descriptions  for  ab^rdly  low 
salaries?  Which  one  usually  takes 
the  lead  in  filtering,  screening  and 
interviewing  job  candidates?  Both 
times,  it’s  HR. 

IT  certifications  are  quick  and 
easy  items  for  HR  lackeys  to  im- 
derstand  and  find  on  a  resume.  The 


gies  that  keep  you  employed,  and 
getting  a  certification  in  a  new  tech 
nology  is  a  way  to  bridge  the  gap 
between  what  you  already  know 
and  what  you  want  to  learn. 


IT  Gives  Windows  7 
The  Gieen  Light 

March  9, 2010 

According  to  the  article,  Windows 
XP  is  “an  outdated,  eight-and-a- 
half-year-old  operating  system  that 
should  have  passed  into  the  high- 
tech  fossil  record  long  ago.” 

This  is  one  of  the  reasons  the  IT 
industry  is  going  to  hell  in  a  hand- 


addrassandphcranuntarkifinnieiialevsfMca- 
tim  letters  wl  Ik  sdM  for  bravly  and  daiity. 


Do  MORE  For  Less 


[  Actual  Size] 


A  High 

Performance 


© 


Build  a  better  storage  system  for  less 

Introducing  enterprise-class  storage  the  size  of 
a  deck  of  cards.  Pliant  Technology  designs  and 
develops  Enterprise  Flash  Drives  (EFDs).  a  new 
class  of  ultra-high  performance,  SAS  solid  state 
data  storage  drives  that  meet  the  demanding  per¬ 
formance  and  reliability  needs  of  data  centers  and 
other  high  performance  computing  environments. 

Many  managers  are  tasked  with  the  impossible- 
satisfying  IT  system  performance  demands 
without  making  significant  new  IT  capital  invest¬ 
ments  or  bearing  the  cost  burden  of  increasing 
floor  space.  By  replacing  many  high  RPM  HDDs 


with  a  few  Pliant  Lightning  Enterprise  Flash  Drives 
(EFDs).  data  centers  can  realize  significant  cost 
savings  and  improved  performance  flexibility, 
while  substantially  reducing  capital,  space  and 
energy  requirements.  In  addition.  Lightning  EFDs 
fit  into  existing  infrastructures  without  requiring 
changes  to  current  storage  management  solu¬ 
tions.  Visit  www.plianttechfiology.com  for  more. 


[=  Heads 


Vivek  Kundra  says 
the  feds  should 
take  a  cue  from 
the  private  sector. 


Federal  CIO  Calls  for  Modernizing  Gov^  IT 


WHEN  federal  CIO  Vivek  Kun¬ 
dra  describes  how  the  Obama 
administration  hopes  to  use 
IT  to  improve  public  services, 
he  first  points  to  disturbing  inefficiencies 
in  the  government  today. 

For  example,  in  a  speech  earlier  this 
month  in  Seattle,  he  said  it  takes  the  US. 
Department  of  Veterans  Affairs  160  days 
to  process  benefits  because  it’s  passing 
manila  folders  from  one  desk  to  another. 
The  US.  Patent  and  Trademark  Office 
takes  three  years  to  process  a  patent,  in 
part  because : 


And  in  an  effort  to  make  government 
data  more  accessible,  it’s  developing 
public  Web  sites  such  as  Data.gov  and 
FlyOn'Ilme.us. 


Study:  Chasing 
Fashionable  IT 
Doesn't  Pay  Off 

Companies  that  chase  the  hottest 
infomiatjan  technologies  gain 
several  benefits,  but  better  finan¬ 
cial  performance  Isn't  one  of  them, 
according  to  a  study  published  In 
this  month  s  Issue  of  the  journal 
MISQuarteify- 

Ping  Wang,  assistant  professor 
at  the  University  of  Maryland  at 
College  Park,  studied  a  decade's 
worth  of  data  about  109  fortune 
500  companies.  He  found  that 
companies  that  got  good  press  for 
Investing  In ‘fashionable'IT'dfd 
not  have  higher  perfonnance.  but 
they  had  a  better  reputation  and 
higher  executive  compensation.' 

Wang  defined  an  IT  fashion  as 
‘a  transitory  collective  belief  that 
an  Information  technology  Is  new. 
efficient,  and  at  the  forefront  of 
practice.' He  cited  data  ware- 
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agement  systems  as  examples  of 
popular  technologies  in  the 1990s. 

Theanalysisshowedthalcor- 
porate  reputation  scares  and  CEO 
pay  jumped  at  companies  known 

technologies.  However. 
thefTfashlonistassuf- 


for  Apple’s  iPhone. 

PossibiUties  could  include  appUcations 
that  let  a  person  use  a  smartphone  to  re¬ 
port  a  broken  parking  meter  or  find  out 
online  when  the  next  snowplow  will  be 


performance  In  the  year 
after  an  Investment. 'It  took  them 
on  average  three  years  to  absorb 
the  negative  Impacts,  recover  from 
the  dlsnjptlons.  and  improve  per- 
fomiance.'  Wang  reported. 


Smarter  technology  for  a  Smarter  Planet: 

Thinking  outside  the  box 
depends  on  what’s  in  the  box. 

The  systemic  inefficiencies  in  many  server  rooms  today,  in  terms  of  tx)th  energy  consunption  and  utilization, 
are  becoming  unsustainabie.  A  recent  study  found  that  an  estimated  half  of  all  businesses  experience  IT 
outages  due  to  power  and  cooling  issues)  Smarter  tools  like  the  IBM  BladeCenter*  HS22  can  help.  It’s 
designed  to  give  you  greater  efficiency  at  every,  level,  from  its  highly  efficient  design  and  Intel*  Xeon* 
Processor  5500  Series  to  its  advanced  management  software  like  IBM  Systems  Director  that  actively 
monitors  and  limits  power  consumption.  All  of  which  can  add  up  to  93%  in  energy  savings  over  the 
previous  generation  of  rack  servers.  Learn  how  you  can  see  a  return  on  your  investment  in  as  little  as 
three  months^  at  ibm.com/hs22 


FBI  Fights 
Cybercrime 
In  E.  Europe 


Group  Seeks  New  DaAa-Center  Designs 


in  Estonia.  Ukraine  and  the  Neth- 


ANEW  industry  groi^  plans  to 
apply  open-source  principles  to 
tte  design  and  construction  of 
data  centers  in  order  to  acceler¬ 
ate  the  use  of  new,  greener  approaches. 

The  Open  Source  Data  Center  Initia¬ 
tive,  announced  this  month,  wiii  act  as 
a  repository  and  testbed  for  mechanical 
and  engineering  advances  in  data  center 
design,  which  it  hopes  will  be  submitted 
by  small  engineering  firms,  graduate 
students  doing  research  with  federal 
grant  money  and  others. 

The  group  was  founded  by  Dave 
Ohara,  who  writes  the  Green  Data  Cen- 


The  data  center  industry  is  “domi¬ 
nated  by  a  handful  of  large  engineering 
houses”  that  ate  wedded  to  proprietary 
designs  and  are  stifling  innovation.  Ma- 
nos  said.  They  aren’t  interested  in  edu¬ 
cating  customers  about  simpler,  stan¬ 
dardized  alternatives,  he  contended. 

Large  engineering  firms  reject  the 
idea  that  they’re  holding  back  the  indus¬ 
try.  Bruce  Edwards,  president  of  CCG 
Facilities  Integration  Inc.,  said  data  cen¬ 
ters  have  seen  significant  innovation  in 
the  past  10  years  in  areas  such  as  electri¬ 
cal  power  delivery  and  cooling. 

Edwards  also  questioned  whether  a 


Over  the  past  few  months,  the 
agents  have  begun  woiking  with 
local  police  to  help  crack  tough 
international  cyberaime  inves¬ 
tigations.  said  Jeffrey  Troy,  chief 
of  the  FBTs  cyber  division,  in  an 
interview.  Because  virtually  all 
cybercrime  crosses  Mematlonal 
borders,  this  type  of  cooperation 


The  embedding  was  inspired 
by  a  successful  operation  In  Ro¬ 
mania,  begun  in  2006.  that  led  to 
nearly  100  arrests. 'We  looked  at 
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Learn  about  open  source  advancements  through: 


Register  today  and  save  $100  with  this  code: 

www.redhat.com/summit/go 
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our  business.  When 
youhaMettieCEOof 
a  company  silling 
across  the  late  and 

know  they  aro  going 


dors  has  long  benefited  P&G, 
particularly  when  it  bought 
Gillette  in  200S  f«-  $57  billion. 
Within  two  weeks,  P&G’s 
partners  had  assembled  a 
team  to  start  integrating 
Gillette’s  IT  systems. 

Robert  Joslin,  an  analyst 
at  Everest  Group,  a  Dallas- 
based  outsourcing  research 
and  consulting  firm,  said 
having  access  to  top  execu¬ 
tives  is  “extremely  critical  to 
the  success  of  an  outsourc¬ 
ing  relationship.'  In  fiict,  the 
contract  should  stipulate  that 
specific  executives  of  the 


OutsourcingDeal 
Gives  P&G  uout 
WHh  HP  Execs 

A  10-year,  $3  billion  pact 
regularly  brings  top  HP 
execs  to  P&G’s  offices. 

By  Patrick  Thibodeau 


Wat  The  Procter  &  Instead,  they  most  likely 
Gamble  Co.  seek  work  directly  with  someone 
answers  from  in  the  top  levels  of  HP's  ex- 

the  conqumy’s  IT  outsourcer,  ecutive  ranks. 
Hewlett-Packard  Co.,  they  The  Cincinnati-based  con- 
dont  have  to  deal  with  help  sumer  product  maker’s  clout 


2003,  caUed  for  HP  to  take 
over  PgcG’s  IT  infrastruc¬ 
ture  and  hire  some  2,000  of 
the  company’s  IT  workers. 

puterworids  Premier  100 
rr  Leaders  Conference 
here  earlier  this  month,  Jim 
Fortner,  vice  president  of  IT 
development  and  ofterations 
at  PS^’s  business  services 

munication  between  execu¬ 
tive  suites  is  imperative  in 
such  huge  and  costly  deals. 

For  instance,  Ann  Liver¬ 
more.  executive  vice  presi¬ 
dent  of  HP’s  enterprise 
business,  travels  to  P&G 
headquarters  about  six 
times  a  year  to  take  part  in  a 


“[HP  executives]  are  wired 
into  our  business,”  Fortner 
said.  “When  you  have  the  CEO 
of  a  company  sitting  across 
the  table  saying,  ‘We’re  go¬ 
ing  to  deliver  this,’  you  know 
theylre  going  to  deliver.” 

Maintaining  dose  lelation- 
sh^  with  all  of  its  IT  ven¬ 


he  contrai 
and  its  strategic  importance 
to  both  parties,  but  “you  do 
try  to  go  up  as  high  as  you 
can,”  said  Joslin. 

Top-level  access  “increas¬ 
es  the  probability  that  it  will 
be  a  successful  relationship 
for  both  parties,”  he  noted. 

Therefore,  he  contended, 
you  should  make  dedskms 
about  when  meetings  will  be 
held  and  who  should  attend 
before  a  contract  is  signed. 

At  P&G,  having  HP  man¬ 
age  the  IT  infrastructure 
allows  data  center  persrm- 
nel  to  focus  on  other  tasks. 
They’re  currently  develop¬ 
ing  tools  designed  to  simu¬ 
late  the  in-store  tendencies 
of  potential  customers. 

Simulation  “is  really  big 
for  us,”  said  Fortner. 

For  example,  the  company 
has  created  a  Second  Life¬ 
like  environment  where 
users  can  interact  virtually 
with  simulated  displays  of 
products  on  store  shelves; 
they  can  even  take  items  off 
the  shelves  and  read  their 
labels.  The  simulations  are 
coiqried  with  back-end  ana¬ 
lytics  to  assess  the  inqract  of 
changes  to  displays.  ■ 


The  world's 

fastesCefficient 


GreenBytes 


next-generation  sfordgG 

architecture. 


GreenBytes'  GB-X  Series  of  "next  generation"  high-performance 
inline  deduplicating  storage  appliances  provide  organizations  with 
significant  advantages  over  traditional  storage  solutions: 


Unmatched  inline  deduplication  ingestion  &  restore  performance. 

Highly  scalable  I/O  performance  independent  of  “spindle  count"  via  optional  SSD  provisioning. 
Flexible  architecture  supporting  simultaneous  SAN  and  NAS  deployments  (iSCSI,  CIFS  &  NFS). 
Seamlesslyscalable  storage  pools  delivering  the  market's  largest  inline  deduplicated  capacity. 
Purpose  built  hardware  combined  with  MAID  software  intelligence  for  the  lowest  energy 
consumption/TB  footprint  available  anywhere. 

High  availability  &  reliability  via:  system  redundancies;  hot  swappable  components; 
synchronous  &  asynchronous  replication;  and  snapshots,  all  backed  by  a  World  Class 
7x24x365  customer  support  network. 


ML 


SALES;  (877)  GRN-BYTE  PHONE:  (401)  315-5580 
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TODAY'S  IT  LEADERS  ON  MARKET  TRENDS 

The  age  of 
specialization 
in  analytics 

Specialty  analytics  servers  deliver  business  value 
that  transactional  systems  cannot. 

BUSINESSES  OF  ALL  STRIPES  AND  SIZES  RELY  ON  THE  SAME  THING,  to  make 
sound  business  decisions:  data.  More  data  is  being  collected  and  stored  in  more  formats 
and  across  more  systems  than  ever.  But  what  does  all  this  data  mean? 

Businesses  oftra  rdy  on  traditional  transactional  systems  to  sift  through  mountains 
of  data  to  find  Contextual  anafytic  inf ormation  for  making  critical  business  decisions. 
This  is  a  mistake  for  two  reasons;  First,  transactional  systems  were  not  designed  for 
analytics  and  reporting  and  simply  carmot  run  ad  hoc  queries  quickly  and  accurately 
enough  for  the  speed  of  business  tod^  Second,  analytics  and  reporting  put  pressure 
on  traditional  transaetiona]  infrastructures  by  adding  administrative  complexity,  the 
cost  of  greater  storage  requirements  and  increased  staff  overhead. 

There  is  a  better  way  Specialty  analytics  servers  enable  users  to  dig  through  volumes 
of  data  to  find  information  that  helps  birsinesses  understand  past  events  via  report¬ 
ing  and  spot  trends,  opportunities  and  potential  problems  by  using  more-advanced 
analytic  applications. 

The  number  of  business  users  relying  on  specialty  analytics  servers  or  appliances  is 
growing.  According  to  new  data  from  IDG  Research,  45  percent  of  the  users  responding 
to  asurvey  on  this  topic  are  taking  this  approach  and  nearly  70  percent  plan  to  imple¬ 
ment  specialty  analytics  servers  within  two  years.  Ift  easy  to  see  why  Business  users 
need  fast  access  to  information  that  supports  mission-critical  decisions  and  real-time 

ever  further,  delivering  the  needed  information  faster,  more  accurately  and  less  expen¬ 
sively  than  traditional  row-based  systems. 

Specialty  Analytics  Servers 

Mergers,  globalization,  new  technologies  and  new  competitors  can  weaken  a  company's 
competitive  position  if  the  company  does  not  have  near-instant  access  to  the  rtussion- 
critical  information  it  needs  in  order  to  respond  to  dynamic  market  conditions. 

Indeed,  the  majority  of  the  survey  respondents,  73  percent,  said  that  a  need  to  sup¬ 
port  mission-critical  business  decisions  was  the  primary  driver  of  reporting  and  ana¬ 
lytic  solutions  purchases;  58  percent  said  they  to  give  more  users  access  to  data, 
and  56  percent  said  dala  qiraUty  improvement  is  driving  purchases. 

Tfaditional  systems  are  great  for  processirtg  transactions,  birt  they  can  no  more 
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compete  with  a  specialty  analytics  server  in  performing 
fast,  complex  ad  hoc  queries  than  a  delivery  truck  can 
compete  with  a  highly  tuned  race  car  in  Indianapolis. 
Other  challenges  with  traditional  systems  reported  by  IT 

on  stafi  resources,  adniinistrative  complexity,  inabil^ 

Specialty  analytics  servers,  designed  to  provide  analyt¬ 
ics  and  reporting  and  respond  to  ad  hoc  queries  across 

a  veiy  large  volume  of  data,  do  not  replace  traditional 

systems.  Rather,  they  offload  data  from  traditional  servers 


so  those  servers  can  do  what  they  were  designed  to  do: 
process  business  transactions.  With  specialty  analytics 
servers,  users  can  quickly  dig  imo  their  data  and  tun 
queries  that  help  spot  trends  and  opportunities.  They 
can  tun  risk  analysis  and  what-if  scenarios  to  gain  a  mote 

Its  the  difference  between  repotting  on  what  has 
already  happened  (how  many  purple  sweaters  your 
shop  in  Austin  sold  last  quartet)  arid  tmderstanding  why 
purple  was  a  hot  seller  and  predicting  your  readiness  to 
meet  next  quarter^  trends. 

Servers  that  ate  putpose-buik  f  or  analytics  and  re¬ 
porting  can  deliver  answers  to  questions  up  to  too  times 
as  fast  as  traditional  data  watehoitse  systems,  tegatrUess 

of  the  number  of  users  making  queries  or  the  complexity 
of  the  queries. 

‘We  use  specialty  analytics  servers  for  marketing,’ 

says  Ken  Thmer,  director  of  IT  at  one  of  the  worlds  larg¬ 
est  technology  companies.  “We’re  getting  a  better  picture 
of  what  ourclients'  makeup  is,  and  that  goes  into  our 
advertising.  It  helps  us  target  the  tight  kind  of  company 
and  get  the  jump  on  out  competition  for  those  types  of 
accounts." 

According  to  IDG  Research,  companies  that  use  spe¬ 
cialty  or  dedicated  analytics  servers  report  higher  levels 
of  satisfaction  than  those  using  general-purpose  systems. 
Specifically; 

■  Usetaccess:84peicentofthespecialtyanalyt- 
ics  server  users  survejwl  say  expectations  have  been 
exceeded  or  met,  versus  62  percent  for  those  using 


traditional  servers. 

■  Handling  data  growth;  78  percent  of  the  specialty 
analytics  server  users  say  needs  ate  being  exceeded  or 

met,  versus  only  61  percent  of  traditional  server  users. 

Column-Based  Architecture 

The  capabilities  of  traditional  row-based  relational 

management  systems  (RDBMSs),  which  must 

read  an  entire  tow  of  data  (rather  than  just  what  is  needed 

within  the  tow),  are  quick^  exceeded  when  the  request¬ 
ed  attributes  of  a  complex  query  are  being  accessed.  This 

puts  a  heavy  drain  on  I/O  (input/output)  resources  and 

has  forced  database  administrators  to  tune  the  RDBMS 
for  complex  queries,  often  by  buUdinge^  indexes. 

The  downside  of  this  approach  is  fairly  obvious. 

A  column-based  architecture  is  differem.  It  manages 
Hatg  vertically  in  columns,  and  each  column  is  stored  in¬ 
dependently  The  system  can  determine  which  columns 
are  accessed  and  retrieve  only  the  values  or  attributes 
requested  from  the  columns.  Instead  of  requiring  sepa¬ 
rate  indexes,  as  in  row-based  systems,  the  data  attributes 


This  reduces  I/O  and  enables  fast  data  access  without 
the  need  to  expand  the  footprint  of  the  database,  which 
coincides  with  the  research  findings  that  IT  managers 

expect  to  see  improvements  in  data  compression,  cost 

savings  and  decreased  storage  requirements  from  their 
investment  in  column-based  systems.  Specialty  column- 
based  analytic  systems  such  as  Sybase  IQ  provide 
significant  data  compression  capability,  which  reduces 

the  overall  data  center  footprint  and  decreases  storage 
requirements  by  at  least  30  percent. 

With  a  column-based  analytics  server  in  place.  IT 
personnel  spend  far  less  time  ranning  analytics  and 
reporting  on  behalf  of  business  units  or  endlessly  tuning 
the  row-based  database  in  an  attempt  to  achieve  better 

performance,  this  leaves  them  free  to  focus  on  other 
tasks  that  support  the  business. 

Users  across  the  enterprise  need  information  that 
informs  critical  business  decisions,  which  is  at  the  heart 
of  business  intelligence.  Specialty  analytics  servers  such 
as  Sybase  IQ  are  designed  for  rapid  query  processing  and 

ad  hoc  analytics  and  deliver  better  perfonnance  at  lower 

cost.  The  system  analyzes  huge  amounts  of  data  without 

the  need  for  tuning  or  additional  storage. 

Simply  put,  using  specialty  analytics  seivcrs  is  a  low- 


Sybase 
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■  NEWSANUYSIS 


Budget  Cuts  Push  Some  to 
Embrace  Cloud  Computing 


Miami’s  situation  repre¬ 
sents  the  new  world  for  IT 
managers:  iooking  closely 
at  cloud  services  to  offset 
cuts  necessitated  by  fiat  or 
shrinking  budgets.  Most 
are  finding  the  potential  for 
savings,  but  they’re  also  en¬ 
countering  user  acceptance 
problems. 

Lincoln  Property  Co.  in 
Dallas  surted  using  Google 
Inc.’s  Gmail  hosted  e-mail 
service  several  months  ago, 
after  re-evahiating  the  Novell 
GroupWise  collaboration 
software  it  had  been  using. 

Lincoln  CIO  jay  Kenny 
said  there  was  general  dis¬ 
satisfaction  with  Group- 


IT  managers  find  the  tough¬ 
est  problem  is  convincing 
users  to  switch  applications. 

By  Patrick  Thibodeau 


effort:  Miami  31L  an  online 
application  that  lets  resi¬ 
dents  monitor  the  status  of 
requests  for  services  such 
as  pothole  repairs,  removal 
of  abandoned  vehicles  or  in¬ 
vestigations  into  reports  of 
code  violations. 

The  city  is  also  assessing 
the  cost-effectiveness  of  de¬ 
veloping  potential  revenue¬ 
generating  online  applica¬ 
tions,  which  could  include 
custom  data  aggregation 
and  mashup  services  that 
would  be  sold  to  businesses. 

Budget  cuts  “have  caused 
us  to  start  evaluating  every¬ 
thing,”  said  James  Osteen, 
Miami’s  assistant  IT  director. 


were  left  unfilled,  Miami’s 
IT  managers  began  looking 
at  the  possibility  that  cloud 
computing  technology  could 
be  used  to  maintain  popular 
services  —  and  to  generate 
revenue  for  the  city. 

The  first  payoff  from  the 


ustostartevahiat- 


Wise,  so  the  real  estate  com¬ 
pany  replaced  it  with  Gmail 
during  a  hardware  refresh. 

An  internal  total-cost-of- 
ownership  study  reached 
virtually  the  same  conclu¬ 
sion  as  a  recent  study  by 
Forrester  Research  Inc.  — 
that  Gmail  costs  about  $8.50 
per  user  per  month,  com¬ 
pared  with  about  $25  per 
user  per  month  for  in-house 
systems  like  GroupWise, 
Kenny  said. 

He  acknowledged, 
though,  that  a  good  chunk  of 
the  company’s  1,000  e-mail 
users  aren’t  happy  with  the 
move  to  the  cloud. 


“Change  management  is 
the  biggest  piece”  of  a  mi¬ 
gration,  said  Kenny. 

Ted  Schadler,  an  analyst 
at  Forrester,  said  he  would 
expect  similar  results  if 
the  company  had  migrated 
from  GroupWise  to,  say, 
Microsoft  Exchange,  based 
on  typical  user  resistance  to 
change  of  any  kind. 

How  cloud  technologies 
will  fare  against  Microsoft’s 
offerings,  IBM’s  Lotus  Notes 

and  other  companies’  cloud- 

based  versions  of  widely 

used  collaboration  totfis 
remains  to  be  seen.  But  one 
fhing  is  certain:  FT  manag¬ 
ers  want  to  learn  all  that 
they  can  about  the  cloud. 

For  example,  Michael 
Fitchett,  IT  system  develop¬ 
ment  coordinator  for  the 
city  of  Chesiqieake,  Va., 
recently  sought  informa¬ 
tion  from  Los  Angeles’  IT 
department  about  its  move 
of  some  30,000  users  from 
GroupWise  to  Google  Apps. 

“We’re  constantly  probing 
the  TCO  on  every  one  of  our 
systems,"  said  Fitchett  ■ 


■  THE  GRILL 

fruit”  and  consider  structiurai  cost  re¬ 
ductions,  so  two  years  ago  we  looked 

Manesh  Patel 

at  our  messaging  environment.  Google 

Apps  seemed  to  be  a  viable  contender. 

This  CIO  went  after  tidy  savings  in 

Wbn  liMn  adMr  nwIMiani  bHMn 
eml  saving*?  The  cost  piece  was  the 

the  doud  by  targeting  the  application 

[benefit].  But  there  were  two  other  fac¬ 

most  employees  don’t  want  you  to 

tors.  The  second  was  to  give  ourselves 
flexibility  and  options  moving  forward. 

touch  —  e-maii. 

We  want  to  leverage  cloud-based  tech¬ 
nologies,  [and]  we  thought  messaging 

Continued  on  page  20 
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Future 

Desktop  to  Cloud 
Las  Vegas,  Nevada  ,  April  19-23 


Microsoft 
Management 
Summit  2010 


The  annual  Microsoft  Management  Summit  (MMS)  is  the  premier  event  of  the  year  for 
deep  technical  content  on  the  latest  IT  Management  solutions  from  Microsoft,  Partner 
and  Industry  Experts. 

This  year  s  theme,  ,  reflects  the  ever  changing  scope  of  IT  management 

and  the  need  to  manage  everything  from  device  to  desktop  and  datacenter  to  cloud. 

As  initiatives  such  as  Virtualization  and  Cloud  Computing  become  widely  deployed, 

IT  Management  will  play  an  increasingly  key  role  in  reducing  apparent  complexity  while 
maximizing  flexibility,  availability  and  performance. 

With  over  140  demo-packed  technical  sessions  and  thousands  of  Hands-on  Lab  places. 
MMS  2010  offers  deep  coverage  of  the  latest  products  and  solutions  you  II  need  to 
Manage  the  Future  . 

Register  today  at: 


■  THE  GRILL  I  MANESH  PATEL 


sources  than  we  do. 
They^re  made  some 
very  si^ifk»uit  invest¬ 
ments  in  security  that 
we  couldn*t  have  done. 


Continued  from  page  18 
was  the  right  place  to  start.  Getting  to 
that  point  where  we  attain  that  flexibil¬ 
ity  to  me  is  a  very  strategic  thing. 

The  third  point  was  getting  our 
employees  to  work  more  effectively 
together  in  teams  across  time  and 
distance.  We  wanted  an  environ¬ 
ment  where  these  teams  could  go  off 
and  work  together  in  one  place  that's 
searchable  and  accessible  without  IT 

having  to  get  involved.  What  we're  do¬ 


ing  with  Google  Apps  is  leading  us  to¬ 
ward  that.  It's  not  ftjUy  there  —  it  may 
take  another  two  or  tfcee  years  —  but 
that's  the  direction  we're  going. 

So,  haw  dU  you  gal  atartad?  We  started 
a  research  and  development  project 
with  three  or  four  pec^le.  That  exer¬ 
cise  went  on  for  almost  a  year.  In  par¬ 
allel  we  started  to  look  at  security  and 
some  of  the  other  issues  you  get  into 
with  a  cloud-based  model.  We  came 
to  the  conclusion  that  this  was  a  very 
viable  technology  and  the  capabilities 
were  fairly  comparable  to  what  we 
were  looking  for. 

Then  we  went  into  multiple  pilot 
projects,  followed  by  a  global  rollout 
over  a  period  of  about  four  months. 

We  are  now  using  Google  Apps  across 
16,000  employees.  We  have  a  handful 
of  Exchange  servers  and  100  or  so  em¬ 
ployees  left  to  convert.  Those  are  our 
tougher  employees  that  have  specific 
requirements,  and  we're  still  waiting 
for  some  gaps  to  be  filled  [such  as  the 
ability  to  delegate  access  to  contacts]. 
We  expect  those  to  be  closed  out  in  the 
next  two  or  three  months. 

Wlwt  eh  JangM  daai  a  child  bated  amd- 
raanwil  la  0M|b  Appa  hringT  One  is  to 

put  in  a  support  model  that  is  more  ap¬ 
propriate  to  a  cloud  solution.  Changes 
come  much  more  frequently.  Figuring 
out  a  way  to  have  a  continuous  conver¬ 
sation  with  our  employees  about  what's 
changing  and  making  sure  they  get  the 
most  out  of  the  situation,  without  being 
too  intrusive  —  we've  got  to  get  cre¬ 
ative  there  and  make  that  work. 

Secondly,  we  need  to  figure  out  how 
to  roll  out  the  additional  Google  Apps 
that  we're  not  fully  utilizing  today 
and  start  employees  on  the  path  to  us¬ 
ing  those  applications.  For  example, 
Goc^  Docs  and  Google  Sites  and 
Google  Video.  Most  of  these  are  self- 
service,  and  employees  have  access  to 
them.  We  just  haven't  communicated 
to  employees  that  they're  out  there. 


h  OmpIp  App*  rapipctai  McimoH  Of- 
lie«7  We  still  have  Office.  If  you  look 
at  the  feature  set  between  Google 
Docs  and  Office,  there's  still  a  fair 
gap.  Google  Docs  provides  some  capa¬ 
bilities,  such  as  real-time  online  shar¬ 
ing,  but  it  wasn't  designed  to  replace 


Office.  It  certainly  doesn't  have  all 
the  capabilities  we  need. 

Noi  al  of  your  eaipond*  p-imdi  h  outsM* 
your  ftroml.  Aro  you  coniloftaMo  urifli 
Iha  aoeurity  Ooogh  pravMoC?  We  use 

our  single  sign-on  infiastructure  to  ac¬ 
cess  Google  Apps.  We  use  SSL.  We  also 
looked  at  what  Google  is  doing  on  the 
back  end  —  their  policies,  procedures 
and  practices.  Frankly,  Go^le  has 
greater  resources  than  we  do.  They’ve 
made  some  very  significant  invest¬ 
ments  in  security  [such  as  Google  File 
System]  that  we  couldn’t  have  done.  In 
the  long  term,  they’re  going  to  be  able 
to  put  in  stronger  measures  than  we 
can.  So  we’re  very  confident. 


aoogk  bM  had  tamo  «MHukMnd 
tarvica  aulaota  hi  Iha  paat  yaar.  Do  you 
warry  ahout  aaOahMy?  We've  seen 
some  impact,  [but]  overall  we  didn’t 
expect  100%  uptime. 

I  think  they're  learning  some  lessons 
about  consumer-based  vs.  enterprise- 
based  services.  There’s  less  tolerance 
for  downtime,  especially  for  e-maiL 
Even  though  our  internal  solution  was 
fairly  redundant  and  we  maintained 
close  to  100%  uptime,  we  had  down¬ 
time  from  time  to  time. 

How  data  an  arpMizaiiaa  dttannhM 
whalliar  Daaph  Appt  la  a  laad  hr? 

For  those  who  have  a  very  standard 
environment,  this  is  an  option.  The 
approach  we  took  is  the  one  we'd  rec¬ 
ommend:  Go  get  three  or  four  key  folks 
who  are  out-of-the-box  thinkers,  who 
are  open  to  new  ideas  and  technologies, 
and  go  try  it  out.  Part  of  that  exercise  is 
to  validate,  does  this  fit  what  I  am  do¬ 
ing?  We  spent  almost  a  year  doing  this. 

Than  art  dawMidta  to  mataing  aM 
ptopit'h  t-aaaL  Why  toka  Iha  iftfc?  rve 

thought  about  this.  There’s  an  old 
saying  that  necessity  is  the  mother 
of  invention,  and  in  my  mind  we’ve 
changed  that  to  "Necessity  is  the 
mother  of  innovatioa”  We’re  in  a  low- 
cost  environment.  When  you’re  in  that 
situation,  you're  more  likely  to  go  try 
something  that  most  other  companies 
wouldn't  think  about  doing.  I  see  that 
trend  in  other  industries  that  have 
comparable  challenges. 

—  Interview  by  Raharl  L  Utohal 


Intelligence  For  All, 


Teradata's  New  Platform  Family; 

Purpose  built,  cost-effective  and  scalable 
what  more  do  you  need? 


The  Teradata*  platform  femily,  featuring  Intel*  Xeon* 
processors,  offers  customers  exciting  new  options  allowing 
them  to  take  full  advantage  of  all  the  power  of  Teradata 
anywhere  in  their  enterprise  -  as  an  active  data  warehouse, 
enterprise  data  warehouse,  entry-level  data  warehouse, 
special-purpose  data  mart,  or  sandbox  environment. 


Proud  sponsor  of  Computerworld  Premier  100 


Teradata 


DATA  STORE 


Smart  software  can  automatically 
allocate  data  to  the  most  cost-effective 
form  of  storage.  But  will  it  work  for 
you? 


ON  THE  RADAR 

When  mighl  you  consider  evaluating 
or  adopting  automated  data  tiering  for 
your  organization'? 


■  INi  i«tiiill>iiMidftilq>AiMaot.ii*fchpnii*iwi^^ 


because  few  vendors  offer  the  technol¬ 
ogy  and  it  hasn’t  been  proved  to  work 
in  very  hi^-end,  transaction-intensive 
environments.  Also,  it’s  typically  used 
only  within  a  single  vendor’s  arrays  or 
file  system  or  supports  only  a  limited 
number  of  storage  protocols  or  topolo¬ 
gies.  But  for  organizations  with  simpler 
needs,  the  automated  tiering  tools  avail¬ 
able  today  are  more  than  good  enough. 


various  types  of  storage  media  as  de¬ 
mand  for  it  rises  or  &lls.  Moving  older 
or  less  frequently  accessed  data  to  slow¬ 
er,  less  expensive  storage  such  as  SATA 
drives  or  even  tape  can  reduce  hardware 
costs,  while  putting  the  most  frequently 
accessed  or  most  important  data  on  fast¬ 
er,  more  expensive  Fibre  Channel  drives 
or  even  solid-state  drives  (SSD)  boosts 
performance.  Finally,  automating  the 
entire  process  prevents  it  from  getting 
bogged  down  in  the  data  classification 
and  policy-setting  that  hampered  earlier 
"tiering'  effiirts  such  as  infbrmation 
life-cycle  management  (ILM). 

Storage  administrators  have  long 
been  able  to  move  data  between  tiers, 
but  they  had  to  manually  initiate  the 

process,  or  at  least  classify  their  data 

and  create  tiering  policies  upfront 


While  some  policy  creation  is  still 
required,  the  latest  crop  of  automation 
pr^ucts  is  designed  to  reduce  or  elim¬ 
inate  the  need  for  staffers  to  monitor 
storage  systems  and  find  the  specific 
files,  volumes  or  blocks  that  need  re¬ 
tiering  and  manually  move  them. 

IT  managers  must  first  look  at  which 
criteria  the  software  can  consider  (such 
as  how  often  data  is  accessed)  and 
whether  it  can  evaluate  and  move  in¬ 
dividual  blocks  or  files  rather  than  just 
larger  volumes  or  LUNs.  Since  as  little 
as  10%  of  the  blocks  in  a  volume  may  be 
active  enot^  to  justify  a  move  to  faster, 
more  expensive  storage,  you’ll  save  mon¬ 
ey  if  you  can  move  just  those,  especially 
if  you’re  moving  to  expensive  SSDs. 

Other  factors  to  consider  include 
how  quickly  the  software  can  detect 
and  react  to  changes  in  data  usage,  and 
whether  administrators  can  override 
the  automated  tiering  if  it  interferes 
with  ai^lication  performance.  Admin¬ 
istrators  can  also  use  it  to  predict  when 
certain  data  (such  as  accounting  files 
for  the  quarterly  close)  will  be  needed, 
so  the  tiering  software  can  update  it 
ahead  of  time.  Finally,  administrators 
need  to  decide  how  comfortable  they 
are  ceding  control  to  an  automated  tool. 

While  IT  shops  have  struggled  for 
years  to  implement  ILM,  several  users 


of  automated  data  tiering  say  they’re 
realizing  significant  benefits  with  soft¬ 
ware  that’s  currently  available. 

Sandee  Sprang,  director  of  IT  for 
South  Carolina’s  Office  of  the  Attorney 

General,  set  up  a  storage-area  network 

with  automated  tiering  using  Compel- 

lent  Technologies  lnc.’s  Data  Progres¬ 
sion  about  five  years  ago,  because  she 
didn’t  have  the  staff  “to  determine  what 
type  of  records  needed  to  be  on  the 
most  efficient  storage  for  fast  access.” 
Determining  the  policies  for  the  Com- 
pellent  system  took  about  four  hours, 
and  “the  benefits  have  just  been  phe¬ 
nomenal,”  she  says,  noting  that  storage 
management  time  dropped  from  as 
much  as  24  hours  a  week  to  two  hours. 

0>mpellent’s  block-level  tiering  also 
helps  maximize  disk  usage,  she  says, 
and  it  “doesn’t  mean  the  entire  case  file 
is  migrating  up  and  down  the  tiers"  — 
just  “the  one  brief  you’re  accessing  or 
one  transcript  from  15  years  ago." 

Brian  Nielsen,  technology  systems  ar¬ 
chitect  at  the  Salk  Institute’s  Computa¬ 
tional  Neurobiology  Laboratory,  works 
in  a  scientific  computing  environment 
with  highly  variable  workloads  and 
therefore  prizes  the  real-time  analysis 
and  retiering  provided  by  Avere  Sys¬ 
tems  Inc.’s  network-attached  storage  ap- 
Contimied  on  page  26 


It'll  be  like  there's  a  lot 
more  you  to  go  around. 

With  the  help  of  ATSTs 

experts  managing  and  supporting  your  applications,  you're  free  to  focus  on 
what  really  matters  -  growing  your  business.  Let's  talk  about  the  ways  we 
can  help  you  navigate  every  stage  of  a  successful  SaaS  strategy.  And  create 
efficiencies  along  the  way. 

attcom/SaaS-enablement 


^at&t 


AT8T  is  a  Platinum  Sponsor  at  SaaSCon  2010. 

Visit  us  at  Booth  '-  ^OO. 


■  SPOTLIGHT  STORAGE 


Continued  from  page  24 
pliances.  Before  he  tested,  and  eventu¬ 
ally  purchased,  the  appliances,  he  says, 
it  was  a  challenge  to  move  data  and  to 
identify  which  data  to  move. 

ier  HM  products, 
only  sporadically 


Ptive  e'fficiency  an^  "fuel 
infpitatlon  Where  if  strikes- 


Windows*  7  Enterprise  Edition,  Windows  Server*  2008  R2,  Microsoft*  System  Center  and  Forefront'  can  help  drive  the  success  of 
your  business.  How,  exactly?  Well,  when  deployed  together,  they  help  streamline  management  of  your  desktops,  minimize  threats 
and  data  loss,  while  maximizing  secure  remote  access  and  user  productivity  across  applications,  locations  and  devices.  ErxJ  result? 
Inspired  users.  Efficient  business.  Happy  IT. 

To  learn  mote  about  the  benefits  of  these  products,  go  to  itseverybodysbusines$.com/deploy 


Snap  this  tag  to  gM  the  latest  news 
on  deploying  optimized  desktops 
or  text  DEPLOY  to  21710* 

Get  the  free  app  for  your  phone  at 


Because  its  everybody^ 
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■  SPOTLIGHT  I  STORAGE 


DATASTORE? 


THE  BIOOEST  THREATS 


Automated  storage  technologies 
free  up  storage  administrators’  time  - 
but  maybe  a  little  too  much. 

By  Sta^  Collett 


biggest  threats  to  today’s  storage  admin¬ 
istrator  role,  Reichtnan  contends.  ’TVe’re 
starting  to  see  more  examples  of  ap¬ 
plications  being  able  to  do  more  storage 
management  natively,”  he  says.  “Oracle 
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We  Already  Have  The  Answer  to  Your  Enterprise  Data  Erasure  Challenge 


Our  Custom  Tailored  Solutions 
Assure  Maximum  Security 
and  Compliance 
There  are  plerrty  of  companies 
out  there  who  claim  to  have 
solutions  to  your  electronic 
data  destruction  challenges, 
but  none  come  close  to  our 
powerful  new  Enterprise  Media 
Erasure  Series.  How  can  we 
say  that  without  knowing  your 
particular  specifications?  Simply 
because  we  configure  our  data 
destruction  solutions  to  match 
any  data  storage  scenario,  from 
world  class  data  centers  to  loose 
hard  drives.  Our  turnkey  systems 
interface  with  multiple  media 
protocols  simultaneously  and 
securely  destroy  data  to  whatever 
standard  you  select. 


Benefits  Only  Destruct 
Data  Can  Deliver 

•  Custom-tailored, 
turnkey  solution  for 
your  environment  ^ 

•  Assures  compliance 
with  legislation  and 
NIST  standards 

SS 

multiple  protocols 
on  multiple  systems, 
simultaneously 

•  Provides  distributed  or  high 
availability  systems  erasure 
without  operational  interruption 


an  multiple  systems,  consulting  fees,  because  your 

simultaneously  data  erasure  solution  is  already 

.  Provides  distributed  or  high  matched  to  your  environment 
....  Most  importantly,  deployment 

avaHabilrty  systems  erasure  of  our  da«  sanitization  provides 

without  operational  interruption 

•  Absolute  flexibility  in  processing  extraordinary  expense  (not  to 

protocols  and  mention  the  embarassment)  of  a 

reporting  formats  major  data  breach. 

•  Versatile  and 


So  Advanced,  It's  Simple  re-use  anc 

We  fine  tune  the  world's  most  expensive 

powerful  and  versatile  data  storage  co 

erasure  software  to  meet  jgH  gn  q 

your  specific  data  destruction  softwares 

requirements.  Not  only  is  this  noananni 

toolset  fully  compatible  with  your  fgg 

unique  set  of  hardware  elements, 

it's  also  simple  to  use.  The  clean 

and  intuitive  GUI  makes  it  easy 

for  you  to  customize  processing 

features  and  reporting  and 

provides  a  unique  physical 

interface  that  allows  graphic 


A  FiKally  Sensible, 
Green  Solution 

As  a  non-destructive 
solution,  our 

Software  Enterprise  Data 
,  Erasure  Series 

allows  you  to 
re-use  and  re-deploy  your 
expensive  system  media 
storage  components.  And  we 
sell  all  of  our  hardware  and 
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software  solutions  outright  with  your  enterprise  data  erasure 
no  an  annual  or  usage-based  scenario,  please  contact  the 
fee.  There  are  no  additional  data  destruction  professionals  at 

Destruct  Data,  Inc. 


rDfeSTRUCTDATA 


www.destructdata.com  •  800-781-4799 


■  SPOTLIGHT  STORAGE 


Continued  from  page  28 

built  database  storage  platform.  The 

application  knows  the  context  of  data 


SAFE  AND 
SOUND? 


advanced  management  of  data  happei 
in  the  application. 

How  it  could  affect  storage  admin- 


OR  LOSING 
GROUND? 


and  “data  reduction"  technologies,  ac¬ 
cording  to  Enterprise  Strategy  Group, 
an  IT  analyst  firm  in  Milford,  Mass. 

Today,  only  a  few  vendors  offer 
automated  storage  tiering,  including 
Compellent  Technologies  Inc.  and  EMC 
Corp.,  which  in  December  rolled  out  its 
fully  automated  storage  tiering  (FAST) 
technok^  across  three  lines  of  storage 
arrays.  The  technology  will  allow  data 
volumes  to  be  automatically  moved 
between  tiers  of  storage,  depending  on 
business  performance  requirements. 

How  it  could  affect  storage  admin¬ 
istrators:  Right  now,  tiering  requires 
storage  administrators  to  figure  out 
the  criticality  of  application  data,  test 
the  performance  of  configurations, 
plan  the  move,  test  the  ramifications 


the  hottest  IT  skills  for  2010,  according 
to  ComputerworUfs  annual  Fmecast 
survey.  The  demand  for  people  with 
those  skills  is  likely  connected  to  the 
growing  complexity  of  networks  and  to 
the  stresses  placed  on  them  by  virtual¬ 
ization  and  newly  popular  approaches 
to  application  delivery,  such  as  cloud 
computing  and  software  as  a  service, 
says  Dave  Willmer,  executive  director 
of  IT  staffing  firm  Robert  Half  Technol¬ 
ogy,  and  a  Computerworld  columnist. 


their  skills  and  certifications  with  the 
arrival  of  storage-area  networks  earlier 


they  will  have  to  prepare  themselves 
for  the  coming  wave  of  automation. 

What’s  more,  a  converged  network 
doesn’t  necessarily  mean  a  conver- 


YOUR  BUSINESS 

Wi  MAKE  YOUR  APPLICATIONS 

RUN  BETTER 


xiotech 


■  OPINION 

Iteton  ( iralla 


E-mail  b  Dead. 
Long  Live  E-mail! 

Given  the  growth  of  social  networking  ser¬ 
vices  such  as  Facebook  and  TWitter,  and  the  in¬ 
creasing  use  of  collaboration  tools  such  as  Micro¬ 
soft  SharePoint,  you  may  begin  to  wonder  whether 
e-mail’s  day  in  the  sun  is  coming  to  an  end. 


soft  has  done  a  better  job 
than  Google,  but  expect 
future  versions  of  Buzz  to 
be  more  impressive. 

Microsoft  and  Google 
aren’t  the  only  ones  get¬ 
ting  into  the  act.  The  free 
Outlook  add-in  Xobni 
already  connects  Outlook 
to  Facebook  and  Linkedin. 
and  it  does  a  better  job 
of  it  than  Outlook  Social 
Connector.  Another  ftee 
Outlook  add-in.  Main- 
soft's  Harmony,  connects 
Outlook  to  Got^e  Docs 
and  SharePoint  document 
libraries  to  make  coUabo- 


Making 
Cloud  Storage 
a  Reality  for 
Six  Centuries. 


Actually,  since  1997.  But  in  the  IT  realm, 

13  years  Is  a  very,  very  long  time.* 

Today  more  than  28,000  small  and  mid-size  businesses  rely  on  EVault®  products  and 
services  for  professional-grade,  on-premise  and  cloud-connected  data  protection  and 
access-anywhere,  anytime.  We  help  our  customers  manage  more  than  35  petabytes  of 
data.  And  recover  everything  from  a  single  file  to  critical,  site-wide  business  systems  about 
10,000  times  each  month. 

WAN-optimized  backup  performance.  End-to-end  encrypted  security.  Assured  recovery 
from  site  disasters.  Our  integrated  data  storage  solutions  will  exceed  your  organization's 
wildest  dreams.  Now  and  well  Into  the  future. 

*One  IT  year  =  (1100  pots  of  coffee  x  27  weekends  worked  in  row)  (99.999%  uptime  +  you). 

Give  or  take  a  fe  v  weekends. 


i365.com  1 1.877.901. DATA 


Help  Desks 
Uraer  Pressure 

Hit  hard  by  the  recession,  corporate  help 
desks  remain  woefully  understaffed  and 
overworked,  with  little  relief  in  sight. 

By  Cara  Garretson 


For  corporate  IT  managers, 
the  new  year  brings  hope  that 
budgets  will  grow,  workloads 
will  return  to  normal  and  the 
worst  of  the  recession  is  over. 

Yet  down  in  the  tech  department 
trenches,  help  desk  professionals  aren’t 
feeling  so  optimistic.  Struggling  to  sup¬ 
port  end  users,  he^  desk  technicians 
say  that  because  of  staff  reductions, 
aging  technology  and  higher  incident 
rates,  their  jobs  have  gone  from  bad  to 
worse,  althwgh  they  acknowledge  that 
in  this  economy,  they’re  lucky  to  have 

But  is  there  a  silver  lining  to  the  long 


hours,  reductions  in  pay  and  benefits, 
and  job  insecurity  that  help  desk  pro¬ 
fessionals  are  currently  enduring? 

Perhaps,  industry  watchers  say.  Many 
help  desk  staffers  are  shouldering  new 
responsibilities  and  demonstrating 
leadership  qualities  that  could  serve 
them  wdl  once  their  enqrloyets  emerge 
from  the  economic  cloud.  Those  who 
have  successfully  taken  on  new  tasks, 
or  even  additional  titles,  during  these 
tough  times  could  be  in  a  position  to 
advance  when  their  employers  begin 
promoting  and  hiring  again  —  if  they 
can  make  it  to  that  pdnt 

That,  in  a  nutshell,  is  the  state  of 


four  part-time  student  assistants  don’t 
have  clearance  to  perform  all  the  tasks 
that  Koelewyn  can.  ’The  most  help  he’s 
had  in  the  eight  years  he’s  been  at  the 
university  is  eight  part-time  student 


Despite  the  lack  of  staff,  Koelewyn 
feels  that  the  help  desk  is  doir^  a  good 
job  of  supporting  the  user  community; 
it  often  achieves  his  goal  of  responding 
to  trouble  tickets  within  an  hour  dur¬ 
ing  business  hours. 

He  has  a  long  list  of  desired  improve¬ 
ments  that  would  make  the  help  desk 
more  efficient,  such  as  a  central  knowl¬ 
edge  base,  remote  contnfi  capabilities 

to  common  problems.  However,  even 
those  relatively  inexpensive  items  re¬ 
quire  employee  hours,  which  are  scarce. 

“We’re  already  on  furloughs,  but  [in 
2010]  they’re  talking  about  not  having 
furloughs  and  cutting  staff  instead,” 
says  KoelewyiL 


Other  help  desk  professionals  find 
themselves  stretched  in  different  ways. 
As  companies  have  reduced  their 
ranks,  many  help  desk  employees  have 
had  to  take  on  additional  titles,  such 
as  systems  administrator  or  network 
manager,  often  without  a  pay  increase 
Continued  on  page  36 


them  from  a  single  set  of  secure, 
centrally  managed  images.  All  from 

one  convenienf  location— your  fingertips. 

Think  of  it  as  simplicity,  delivered. 

Simplicity  is  power.  Citrix. 

CiTR|X 

Qtrix.com/SimplicitylsPower 


■  CAREERS 


Continued  from  page  34 
or  other  forms  of  recognition. 

Adam  Frost  joined  ID  Solutions,  an  IT 
service  provider  in  San  Diego,  about  a 
year  ago,  and  be  quickly  added  network 
administrator  to  his  current  title  of  help 
desk  manager.  He  is  one  of  seven  help 
desk  workers  supporting  IJOO  users. 


using  contract  or  part-time  workers  to 
whom  they  don't  need  to  pay  benefits. 

While  such  moves  may  cut  costs  in 
the  short  term^  piecing  together  a  de¬ 
partment  from  contract  and  part-time 
workers  isn't  a  tenable  long-term  strat¬ 
egy,  contends  Don  Clark,  a  help  desk 
analyst  at  Health  Care  Service  Corp. 
(HCSC),  which  operates  Blue  Cross  and 
Blue  Shield  companies  in  several  states. 

Clark  isn't  employed  by  HCSC;  he 


After  the 

during  the  second  half  of 2009, 1 
also  began  taking  calls  from  external 
customers  wanting  to  place  orders  or 
looking  for  general  customer  service. 

“I  don't  mind  doing  the  extra  work, 
says  Hane,  although  he  does  acknowl¬ 
edge  that  it  keeps  him  'freally  busy.” 
What  does  bother  him?  The  people 
running  around  complainittg  about 
how  much  work  they  have  to  do  and 
how  much  they  hate  their  job,”  he  says. 
They  need  to  be  very  happy  that  they 

Instead  of  reducing  head  count  or 
adding  responsibilities,  some  compa¬ 
nies  are  dealing  with  the  uncertain 
business  climate  by  forgoing  hiring  full¬ 
time  help  desk  stairs  altogether  and 


hire  contractors  to  provide  help  desk 
support,  it's  a  trend  that's  winding  down 
as  firms  find  that  the  quality  of  service 
isnt  as  high  as  they  had  expected. 

“Some  organizations  just  want  peo¬ 
ple  to  answer  the  phone,  [but]  you  get 
I  what  you  pay  for,”  says  Last.  “Business 


to  [be  able  to]  say, 'We  answer  our 
I  Indeed,  only  9.2%  oftheLOOO  re 


spondents  to  HDI’s  2009  Practices  and 
Salary  Report  survey  said  they  were 
currently  outsourcing  help  desk  staff, 
down  from  U.3%  in  2008.  And  in  2009, 
just  4.6%  of  the  respondents  said  they 
were  considering  outsourcing,  com¬ 
pared  with  the  10.2%  who  indicated 
that  they  were  considering  it  in  2008. 

When  respondents  to  the  2009  survey 
were  asked  why  they  weren't  outsourc¬ 
ing  help  desk  duties,  “lack  of  control 
over  service”  was  the  No.  1  answer,  cho¬ 
sen  by  593%  of  those  polled,  vrfiile  “ser¬ 
vice  quality"  wras  chosen  by  53.7%. 

While  help  desk  professionals  ate 
being  stretched  thin,  the  number  of 
problems  they  are  dealing  with  on  av¬ 
erage  grew  in  2009.  According  to  HDI, 
70%  of  help  desks  saw  more  incidents 
last  year  {see  chart  at  left),  even  though 
most  of  them  weren’t  supporting  more 
customers.  Help  desk  staffs  spent  75% 
of  their  time  dealing  with  such  inci- 


Tuming  Lemons  Into  Lemonade 
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in  turn  gave  them  less  time  to  train, 
plan  and  develop  strategies,  says  HDI. 

And  help  desk  pay  certainly  isn’t 
increasing  along  with  those  oversized 
workloads  and  added  responsibilities. 
According  to  ComputerworitTs  2010  Sal¬ 
ary  Survey,  total  compensation  (salary 
phis  bonus)  for  help  desk  managers  and 
staffers  has  stayed  Bat  in  the  past  year. 

“Help  desk  managers  are  continu¬ 
ing  to  be  pressed  to  do  mote  with  their 
current  resources,”  says  Rich  Hand, 


HDFs  longtime  executive  director  of 
membership,  who  recently  left  the 
organization  to  sUrt  a  new  venture. 
“They  ate  taking  on  more  responsibil¬ 
ity  and  expanding  their  role." 

In  the  long  run,  taking  on  more  and 
varied  tasks  could  aid  help  desk  work¬ 
ers  in  their  quest  for  advancement. 
Shouldering  multiple  responsibilities 
may  expose  them  to  more  aspects  of 
the  business  and  to  different  managers 
than  more  sheltered  help  desk  employ¬ 


ees  traditionally  encounter. 

“Help  desk  managers  are  getting 
involved  in  the  process,  and  that’s  vital 
in  service  management,”  says  Hand. 
“They’re  cross-functionally  working 
with  other  organizations  of  the  business, 
and  they’re  starting  to  be  seen  as  re¬ 
spected  IT  professionals  instead  of  folks 
who’re  just  stuck  fixing  problems."  • 
Oamtoon  is  a  freelance  writer  in  the 
Washington,  D.C.,  area.  She  can  be 
reached  at  caragarreCson@gmail.com. 


Cilrix  Synergy.  San  Rancisco.  Moscone  West  Convention  Center.  May  12-14, 2010. 


Come  together  at  Citrix  Synergy. 

Get  the  facts  on  iwtiialitatian.  doud  computing 
and  networking  at  Synergy  me  premiei 
conference  tor  IT  professionals  Expand  yoci  knowledge 
and  skills  at  over  60  breakout  sessions  covenng 

everylfimg  from  me  possibilities  of  desktop 
inrtualitation  to  wtial’s  real  m  cloud  computxig  - 
public  and  private  If  s  an  investinenl  m  your  future  and 
me  best  way  to  keep  your  fT  environiiwiil  on  track 
Get  the  details  at  citrixsynergy.com. 


SYNER'GYiS 


■  MANAGEMENT 


Developing  Your 
IT  Road  Map 

Here’s  how  to  get  started  with  an 
enterprise  architecture  project. 


MB  project  can  help 
unlock  an  IT  de¬ 
partment’s  true  value  to  the 
business  it  supports.  EA,  as 
a  discipline,  allows  an  orga¬ 
nization  to  compare  its  near- 
term  business  objectives 
with  its  current  technological 
capabilities  and  then  make 
intelligent  decisions  about 
what  it  can  reasonably  expect 
to  accomplish.  Furthermore, 
the  gaps  that  are  identified 
represent  opportunities  for 

Sound  like  a  lofty  endeavor? 
It  is.  but  getting  there  isn't  as 
difficult  as  you  might  think. 

Developing  a  gtxid  enter¬ 
prise  architecture  program 
shouldn’t  require  a  dedicated 
full-time  staff  of  special¬ 
ists.  A  team  led  by  a  strong, 
focused  manager  can  jump- 


that  the  business  stakehold¬ 
ers  can  understand.  (Hint: 

If  your  program’s  objective's 
can’t  be  described  in  an  ele¬ 
vator  speech,  have  your  team 
step  back  and  simplify.) 

Work  with  representa¬ 
tives  from  the  business 
side  to  set  up  four  easily 
understiKid  documents:  if 
the  business  people  have  a 


howtobalani 
jectives  with  companywide 
interests.  You  mi^t  end  up 
with  principles  like  these: 

■  We  evaluate  solutions 
based  on  scalability,  exten¬ 
sibility,  interoperability  and 
compatibility. 

■  We  use  off-the-shelf  tools. 

■  We  integrate  enterprise 
security  into  all  aspects  of 
technology,  from  the  physi¬ 
cal  to  the  virtual 

Whatever  they  turn  out 
to  be,  your  principles  should 
be  reviewed  with  all  mem- 


Once  your  Foundation  is 
complete,  you  can  move  on 
to  dociunenting  both  the  As- 
Is  and  To-Be  Architecture 


HOW  DOES  ONE  OF 
THE  WORLD'S  LARGEST 
AUDITING  FIRMS 
PROVIDE  80,000 
SECURE  CONNECTIONS? 


SONICWALL 

THE  ENTERPRISE, 


and  desired  enterprise  archi- 

is  better.  TVy  to  keep  each 
model  to  one  page.  If  you’re 
stunq)ed,  search  the  Internet 
for  sample  framewoiks  and 
look  for  examples  from  par¬ 
allel  industries.  Be  patient; 
developing  the  best  model 
for  your  organization  will 
require  a  few  iterations. 

In  the  beginning,  there 


to  list  the  hundreds  (or 
thousands)  of  software  ap¬ 
plications  that  your  organi¬ 
zation  has,  but  it’s  the  sum¬ 
marized  information  that 


granular  support  ftmctions, 
like  Routers). 

Once  your  team  defines 
all  the  relevant  technology 


of  each  element  on  the  To- 
Be  Model  as  new  informa¬ 
tion  becomes  available  and 
corporate  strategies  change. 

THEROAOMAP 

Finally,  you’ll  need  to  ex¬ 
plain  how  you  plan  to  help 
the  business  get  from  the 
As-Is  Model  to  the  To-Be 
Model  The  best  way  to  do 


agreed-upon  criteria. 

The  road  map  is  a  great 
asset  that  should  be  used  to 
continually  articulate  the 
value  of  your  EA  program  to 
senior  management. 

These  four  deliverables 
will  become  catalysts  for 
meaningful  discussions 
with  your  business  counter¬ 
parts  using  a  common 
language.  They’ll  provide 
the  business  with  insights 
for  determining  which  IT 
.  projects  to  fund,  based  on 
the  color-coded  priorities. 
And  youll  have  a  road  map 
showing  how  you're  going 
to  get  from  where  you  are  to 
niiere  you  want  to  be.  ■ 

PUf  is  director  of  the  global 
IT  Proiect  Management 
Office  at  Jacobs  Engineer¬ 
ing  Group  Jnc.  in  Bingham 
Farms,  Mich.  Contact  her  at 


■  SECURITY  MANAGER’S  JOURNAL  MATHIAS  THURMAN 

BYOPCWmTBea 
Party  for  Security 

If  all  employees  used  their  own  PCs  at  work, 
security  issues  could  proliferate. 


TrouHe 

Ticket 


thair  oim  PCs  wW  SUM 

ACTION  PUW:  This  Mm 
has  a  M  of  ssoially  hnpa- 
catjons.  Best  be  praparad. 


For  any  device  that 
didn’t  comply  with  our 
patching,  antivirus  and 
other  security  polices,  we 
could  have  a  quarantine 


HERE'S  a  new  secu-  from  netbooks  to  quad-  home  with  him.  Would  w 
rity  consideration:  processor,  dual  power  sup-  be  allowed  to  check  that 

choice  computing,  ply,  liquid-cooled  tower  PC  to  make  sure  it  had  nc 

As  we  prepare  PCs.  We  are  primarily  a  IP  on  it? 

to  renegotiate  our  contract  Windows  XP  environment.  And  then  there’s  the 
for  PCs,  our  new  CIO  sees  but  with  BYOPC,  our  net-  job  of  keeping  security 

a  chance  to  cut  costs.  He  work  could  end  up  hosting  patches  and  antivirus  sof 


the  corporate  network. 

We  would  also  have  to 
ask  Legal  about  havii^  all 
employees  sign  a  docu¬ 
ment  permitting  us  to  in¬ 
vestigate  and  Uke  forensic 
action  on  PCs  belonging  to 
departing  employees  and 
users  stispected  of  engag- 


of  dollars  per  month  per 
employee  in  support  costs, 
he  figured,  and  employees 

doors  to  an  influx  of  out¬ 
side  service  technicians. 
Next,  I  noted  that 

nected  to  our  network 
without  some  control. 

But  even  with  a  virtual 

occurred  on  the  P 
corporate  net- 

CJOMM 

TojoiniiUhedisi 

would  be  more  productive 
using  PCs  and  operating 
systems  they  like. 

Did  I  have  any  thoughts 
from  a  security  perspec- 

our  efforts  to  protect 
corporate  intellectual 
property  sometimes  re¬ 
sult  in  computer  forensic 
investigations.  Would  we 

desktop,  I  would  have  to 
be  sure  that  the  operating 
system  and  applications 
were  secure.  Patches 
would  need  to  be  current. 

rabeulk-  1 
ing  more  with  L 
the  CIO  and 
industry  colleagues 
suspect  that  I  will  a 

:,andl 

iddto 

Oh,  yes,  just  a  few  dozea 

I  began  to  explain  the 
complexities  beyond  se¬ 
curity,  including  support, 
privacy  and  legal  issues. 

First,  it  was  mind-bog¬ 
gling  to  ponder  the  sheer 
variety  of  computers  that 
would  live  on  our  network 
—  potentially  everything 


■  Did  I  ham  any 
thoughts  from  a  se¬ 
curity  perapaclhn? 
Just  a  few  damn. 


and  antivirus  software 
would  need  to  be  installed 
and  maintained.  If  the  IT 
department  were  unwill¬ 
ing  to  take  on  that  task, 

1  would  recommend  the 
rollout  of  preauthorization 
nerworit  access  controL 
which  would  force  devices 
to  pass  muster  before  they 
could  join  the  network. 


This  week's  journal  is  writ¬ 
ten  by  a  real  security  mnn- 
qger.-MiMuThunnM.’ 
whose  name  and  employer 
have  been  disguised  for 
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Riiil  M.  ! 

Preserving  Our 

m. 

future  will  be  a  digital 
masterpiece  where  all 
parts  work  together,  and 

lech  Competence 

we  will  need  technologists 
to  make  it  all  work. 

Such  corporations  are 
going  to  need  smart,  tech- 
sawy  people  who  can  see 
the  future  and  who  have 
the  skills  to  implement 

RANGE  IS  COMING  to  IT.  That’s  hardly  a 

it  The  raw  materials  of 
such  a  cadre  of  profession¬ 
als  reside  in  a  generation 
that  has  grown  up  with 
computers,  using  them 

1  news  bulletin.  The  question  that  interests  me  is 

\  whether  the  US.  will  have  the  trained  people  it 

with  intuitive  ease  to  play 
games  and  get  information 
instantly.  We  must  chal¬ 

^  will  need  for  dealing  with  the  coming  changes. 

I've  been  in  IT  for  more  i  been  organizational.  I  have  i  in  the  U.S.  has  been  down 
;  than  40  years.  In  some  reservations  about  out-  for  years,  and  I’ve  even 

lenge  this  most  connected 
generation  in  history  to 
build  on  their  comfort 
with  technology  in  ways 

ubiquity,  nanotechnology, 
biosensors  and  even  trans- 
humanism  (a  movement 
that  calls  for  the  use  of 
science  and  technology 
to  improve  human  mental 
and  physical  capacities). 
These  technologies  will 
challenge  us  to  adjust  our 
personal  and  working 
regimens  in  ways  that  we 
cannot  comprehend. 

Other  changes  have 


it  becomes  harder  to  at¬ 
tract  young  people  to  the 
profession.  Enrollment  in 
computer  science  courses 


■  rmnota 

- i — g-A 

possimm.  fffiim 
I  try  to  envision 
what’s  in  store 
tor  IT.  I  see  good 
thtogs. 


available  for  the  benefit  of 
the  corporation,  a  technol- 
ogy  trainer  who  helps  his 
business  colleagues  use 
emerging  technologies,  a 
thinker  like  Ray  Kurzweil 
and  not  a  skeptic  like  Nick 
Carr,  an  innovator  who 
uses  available  technologies 
to  enhance  the  competitive 
edge  of  the  corporation. 

Ultimately,  the  suc¬ 
cessful  corporation  of  the 


sourcing  our  future  and 
risking  one  of  our  greatest 
competitive  advantages 
in  this  fast-moving  global 
economy.  We  cannot  let 
that  happen.  ■ 

Paid  UlniwiMiw  retired 
as  CIO  of  Ace  Hardware  in 
2004  after  40  years  in  the 
IT  business.  Tou  can 
contact  him  at  ingepi@ 
aoljxm  or  visit  his  Web 
site,  PaulIngevaldson.com. 
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Om  euM^fwIiM  tUMft  MMMdhlriug 

Bw  pMt  ccuglc  ul  ymn  b  Urn  fadmi 
gmwnuuwl  Karol  Taylor  and  Janet  Ruck. 

«iiholhisywr6laa9edatourlh8dttianoltlw6uideto4flni^ 
jlobsL  note  1M  one  Mig  kesping  the  hiring  manageis  at 
des  busy  is  the  rale  at  which  baby  boomers  aie  raring.  They  say  the 
govarnnieni  expects  it  wi  have  to  M  19aO(X)  cribcaHieed  federal  jobs 

woridotce.  They  also  1st  the  Mowing  10  agencies  as  haying  the  high^ 
percent^  of  emptoyaesprofecled  to  retirs  by  2012.  based  on  data 
from  the  Office  of  Personnet  ManagemenL 


Federal  Aviation  Administration 

260  b 

Department  ol  Housing  and  Urban  Development 

260o 

Social  Security  Administration 

23°o 

Education  Department 

22^0 

Energy  Department 

22^0 

National  Science  Foundation 

22°  o~ 

General  Services  Administration 

22°  0 

Interior  Department 

21°o 

Labor  Department 

210o 

Treasury  Department 

210o 

4C^()  \'s.  9% 
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C.  Brown 

The  CIO  at 

Iron  Mountain 

answers  questions  about 
working  for  a  large  enter¬ 
prise  and  moving  into  a 
leadership  position. 


Mlar  I  graduated  in  2007,  means  there  are  some  exciting 

ItignadiiparHhablgeom-  opportunities  for  IT  to  help  improve 

pantrOialhasahugsIT  businesses' performance. 

dspartmant.  Everyone  said 

tt  yeas  a  smart  move,  be-  lamthehsadof  softarare 

caoMH't  a  great  company  davolopmantatalarga 

with  groat  bsnolits.iUltnia.  company,  and  in  the  past 

But  tfsotsUltsd,  doing  ths  i  have  woriiod  in  abnost 
same  tilings  day  after  day.  i  ovary  aspect  of  applca- 


one  who  has  worked 
in  both  large  and  small 
companies.  I  can  tel  you  that 
there  are  benefits  and  challenges 
in  both  environments.  Before  you 
jump,  though,  make  sure  you've 
exhausted  every  opportunity  at 
your  current  company. 

If  you  feel  like  you  have  mas¬ 
tered  your  cunent  responsibilities, 
are  you  hnding  opportunities  to 
contribute  or  make  improvements 
in  related  areas?  Speak  with  your 
manager.  Tel  him  or  her  that  you'd 
Ike  to  contribute  more,  and  ^ 
where  help  may  be  needed.  Is 
there  an  innovation  or  optirnization 
project,  tor  example,  that  you  can 
get  passionate  about?  AlttKXjgh 
the  economy  is  chalenging.  com¬ 
panies' current  hyperfocus  on  ROI 


a  move?  The  key 
to  growing  into  a  senior  leader¬ 
ship  role  is  to  gainabroader 
understanding  of  how  rr  impacts 
business  strategy  and  operations. 
Your  role  in  appIMon  manage¬ 
ment  may  alow  you  to  consider  a 
role  in  rr  infrastruclure  or  IT  port- 
foTio  management,  two  functions 
where  you  could  begin  to  develop 
this  lar^  business  knowledge. 

In  addition,  many  companies  are 
investing  in  capabilities  to  improve 
their  business  processes  as  a  way 
to  further  leverage  IT  resources. 
These  roles  are  often  located  in 
the  business  units  and  ofler  a 
great  way  to  learn  the  operations 
ot  the  company  and  the  effect  IT 
has  on  them. 
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■  OPINION 

Frank  Hayes 


Love  Vbur  Users 


IN  NOVEMBER  2009,  a  pharmacist  working  for  the 

Department  of  Veterans  Affairs  was  checking  a  patient’s 
prescription  information,  usii^  a  portal  to  the  Defense 
Department’s  health  records  system.  But  something  was 
cleariy  wroi^:  The  records  said  the  female  patient  had  been 
prescribed  vardenafil  —  a  drug  for  treating  impotence. 


Vardenafil  is  the  generic 
name  for  Levitra,  and  wom¬ 
en  aren’t  supposed  to  use  it 

According  to  the  online 
newsletter  “NeJitGov,” 
which  first  reported  the 
story,  the  VA  pharmacist 
then  checked  with  the 
medical  iacility  where  the 
drug  was  supposedly  pre¬ 

scribed.  The  pharmacist's 
suspicion  was  confirmed: 

The  information  was 
wrong.  The  health-records 
query  had  returned  anoth¬ 
er  patient’s  information. 

Now  that’s  a  prescrip¬ 
tion  for  catastrophe. 

Scary,  no?  It  gets  scarier. 
According  to  the  VA,  the 
pharmacist  quickly  re¬ 
ported  the  problem  and 
even  sent  along  a  hard¬ 
copy  printout.  But  the 
bi^  turned  out  to  be  very 
diffictilt  for  VA  techs  to 
reproduce.  And  a  work¬ 
around  —  repeating  the 
query  when  suspect  te- 
^ts  appeared  —  proved 
to  be  unreliable.  So  on 
March  1,  the  VA  cut  off  all 


remote  electronic  access  to 
that  DOD  medical  records 

As  of  mid-March,  that 
access  was  still  cut  off.  The 
first  problem  has  been  fixed 
(it  was  due  to  multiple  in¬ 
stances  of  a  unique  identi¬ 
fier,  which  only  showed  up 
at  peak-traffic  times).  But 
another,  thornier  glitch  has 
turned  up  —  and  this  one 
yields  incomplete  patient 
data,  which  is  almost  as 
dangerous  as  incorrect 
data.  Until  it’s  fixed,  the 
portal  stays  offline. 

Fortunately,  the  health 
records  database  itself  was 
not  damaged.  Medical  rec¬ 
ords  are  still  available  to 
VA  doctors  by  phone,  fax 
and  e-mail  and  on  paper. 


■  WBiwadtoistm 
to  our  mars.  And 


Jtoap  istaning. 


thinliwoVB  hoard 
altheyhoMetosav. 


No  patients  were  reported 
harmed  by  the  glitch, 
which  affected  an  estimat¬ 
ed  1%  of  medical-records 
queries  through  the  portal 

Most  important,  there 
was  no  catastrophe  — 
thanks  largely  to  one 
quick-thinking  user. 

It’s  cases  like  this  one 
that  remind  us  how  much 
we  should  love  our  users. 
And  listen  to  them.  And 
keep  listening,  even  when 
we  think  we’ve  heard  all 
they  have  to  say. 

Yes,  users  alro  burn  up 
a  lot  of  our  time  with  pass¬ 
word  resets,  downloaded 
malware  and  simple  dumb¬ 
ness.  We  could  cheerfully 
strangle  them  for  things 
like  that. 

But  some  users,  at  least, 
have  eyes,  ears  and  brains 
that  can  be  ITs  first  line  of 
defense  against  problems 
that  we  wouldn’t  spot  our¬ 
selves  until  it  was  too  late. 

Users  see  things  we 
don’t  —  performance 


glitches,  oddball  behav¬ 
ior.  They  know  how  our 
systems  should  work  from 
years  of  using  them.  They 
also  know  their  jobs;  they 
have  domain  knowledge 
that  lets  them  spot  things 
that  just  can’t  be  right, 
even  if  the  system  seems 
to  be  operating  to  spec. 

After  all  it  wasn’t  some¬ 
one  from  IT  who  discov¬ 
ered  that  the  VA-Pentagon 
portal  was  delivering  the 
wrong  data.  It  wasn’t  a 
database  administrator 
poring  over  system  logs,  or 
an  operations  guy  alerted 
by  a  monitoring  system. 

It  was  a  user.  He  likely 
didn’t  know  why  some¬ 
thing  had  gone  wrong  with 
the  system.  But  he  knew  his 
job,  and  he  knew  that  the 
dau  the  system  was  giving 
him  didn’t  look  right. 

He  checked  it  out.  He 
confirmed  that  there  was 
a  problem.  He  raised  the 
alarm. 

And  for  the  VA’s  IT  staff, 
that  paid  off  big. 

Look,  even  in  these 
budget-strapped  days,  IT 
has  to  maintain  some  huge, 
incredibly  complex  sys¬ 
tems.  (Company  survival 
—  even  human  lives  —  can 
depend  on  keeping  them 
woridng  right  We  need  all 
the  help  we  can  get 

So  use  those  users.  Lis¬ 
ten  to  them.  Even  encour- 

Because  a  user  might  be 
the  only  thing  standing  be¬ 
tween  IT  and  catastrophe.  ■ 
Frank  IfaVH  has  been  cov¬ 
ering  ffie  intersection  qf 
business  andITJbr  three 
decades.  Contact  him  at 
cw@fninkhayes.com. 
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